File 347:JAPIODec 1 976- 2007/ Get ( Updat ed 080129) 

(c) 2008 JPO & J API O 
File 350:Derwent \API X 1 963- 2008/ UD=20081 0 

(c) 2008 The Thomson Corporation 

Set 1 1 erre Descr i pt i on 

51 26945 (CALL CR CALLS OR PHCNECALL? ?) ( 3N) ( Dl STRI BUT???? CR IVANAG- 

????? CR HANDL??? OR ROUT???) CR CALL( ) ( CENTER? ? CR CENTRE? - 
?) CR BRANCH( 3 N) ( EXCHANGE? ? OR M^NAG?????) 

52 10361 (SPEECH CR Vd CE OR AUDI O CR TELEPHONE CR PHONE CR AUTOVAT- 

?) ( ) ( RESPONSE?? CR REPLY?) OR ( SPEECH OR VO CE) ( ) RESPONSE?? CR 
ARU CR VRU OR I VR CR VRS 



S3 


343685 


EVENT? ? OR OCCURRENCE? ? 


S4 


1744394 


WCRKFLCW? ? CR FLOW ? CR ROUTE? ? CR RCUTI NG OR 


S5 


216028 


PRI ORI TY OR PRI CRI Tl Z? CR PRI ORI Tl S? OR I M^CRTANT 




TANCE 


OR SI GNI Fl CANT CR SI GNI Fl CANCE 


S6 


147356 


TASK? ? CR JCB? ? CR TRANSACTI CN? ? 


S7 


3165924 


THREAD? ? CR PROCESS CR PROCESSES 


S8 


352137 


CUEU???? CR BUFFER???? 


S9 


8581 


S3( 10N) S4 


S10 


3723 


S4(5N) S5 


S1 1 


3072 


S3(10N)S6 


S12 


3281 


S5(7N) S6 

S6 10N) S8( 10N) S7 


S13 


631 


S14 


0 


S9 


AND S1 0 AND S1 1 AND S1 2 AND S1 3 


S15 


0 


S1 


S2 AND S9 AND S1 0 AND S1 1 AND S1 2 


S16 


0 


S1 


S2 AND S9 AND S1 0 AND S1 1 AND S1 3 


S17 


0 


S1 


S2 AND S9 AND S10 AND S12 AND S13 


S18 


0 


S1 


S2 AND S9 AND S1 1 AND S1 2 AND S1 3 




0 


S1 


S2 AND S1 0 AND S1 1 AND S1 2 AND S1 3 


S20 


3 


S9 


AND S1 0 AND S1 1 AND S1 2 


S21 


0 


S9 


AND S1 0 AND S1 1 AND S1 3 


S22 


0 


S9 


AND S10 AND S12 AND S13 


S23 


0 


S9 


AND S1 1 AND S1 2 AND S1 3 


S24 


0 


S1 0 AND S1 1 AND S1 2 AND S1 3 


S25 


194 


S1 


S2 AND S9 


S26 


140 


S1 


S2 AND S10 


S27 


84 


S1 


S2 AND S1 1 


S28 


36 


S1 


S2 AND S12 


S29 


8 


S1 


S2 AND S13 


S30 


5 


S1 


S2 AND S9 AND S10 


S31 


0 


S1 


S2 AND S1 0 AND S1 1 


S32 


1 


S1 


S2 AND S1 1 AND S1 2 


S33 


13 


S1 


S2 AND S9 AND S1 1 


S34 


6 


S1 


S2 AND S10 AND S12 


S35 


35 


S20 OR S29: S34 


S36 


8 


S35 AND PY=1963: 1999 


S3 7 


15 


S35 AND AY=1963: 1999 AND AC=US 


S38 


16 


ms$m% 



38/5, KM (Item 1 f romf i I e: 350) 

Dl ALOG( R) Fi I e 350: Derwent \API X 

(c) 2008 The Thomson Corporation. All rts. reserv. 

0014108557 - Drawing available 
\API ACC NQ 2004-292845/200427 
XRPX Acc No: N2004- 232438 

Transaction processing method for automatic call distributor , involves 
assi gni ng hi ghest pr i or i t y to r ecei ved r eal - 1 i rre t r ansact i on, and 
processi ng t r ansact i on based on cont ent i ncl uded i n t r ansact i on 

Patent Assignee: ASPECT CCMVUNI GATI CNS CORP ( ASPE- N) 
I nvent or : Dl LI P V; JA\AAHAR J; VAI DYANTHAN M 
Patent Farri I y (1 patents, 1 countries) 
Pat ent Appl i cat i on 

Nurrber Ki nd Dat e Nurrber Ki nd Dat e Updat e 

US 6704409 B1 20040309 US 19971263 A 19971231 200427 B 

Pri ori ty Appl i cat i ons (no. , kind, date): US 19971263 A 19971231 

Pat ent Det ai I s 

Nurrber Ki nd Lan Pg Dwg Fi I i ng Not es 

US 6704409 B1 EN 19 9 

AI erti ng Abstract US B1 

NOVELTY - The t ype of t r ansact i on r ecei ved f r om t r ansact ion i ni t i at or is 
identified, and real -ti rre transaction is assigned with higher priority than 
non real-time transaction. Transaction is processed based on content in 
transaction and priority of transaction. An automatic response is 
output to transaction initiator, in respect of non real -ti rre transaction 
based on transaction content, without interaction wi t h an agent. 

DESCRI PTI ON - I N DEPENDENT CLAI M3 ar e al so i ncl uded f or t he f ol I owi ng: 

1 . t r ansact i on controller; and 

2. corrput er pr ogr am pr oduct storing instructions for perform ng 
transaction process. 

USE - For processing transactions in call processing system such as 
automatic call distributors (ACDs). 

ADVANTAGE - Enables a particular agent to handle rail t i pi e types of 
transactions through a centralized control system 

DESCRIPTION OF DRAW NGS - The figure shows an explanatory diagram of the 
transaction processing envi r onrrent . 

Ti 1 1 e Ter rre/ 1 ndex Ter rrs/ Addi t i onal W>r ds: TRANSACTI ON; PROCESS; IVETHCD; 
AUTOVATI C; CALL; Dl STRI BUTE; ASSI GN; HI GH; PRI ORI TY; RECEI VE; REAL; TI ME; 
BASED; CONTENT 

a ass Codes 

International a assi f i cat i on ( Mai n) : H04M- 005/ 00 

US a assi f i cat i on, Issued: 379265020, 379243000, 379265010, 379265090, 
379309000, 379266010 

Fi I e Segment : EPI ; 
D\API Class: T01; WJ1 

Manual Codes ( EPI / S- X) : T01-J08C; T01-S03; WJ1-A06E2A; WJ1-B03A; WJ1-C02A7; 
WJ1- C02G3A 

Transaction processing method for automatic call distributor , involves 
assi gni ng hi ghest pr i or i t y to r ecei ved r eal - 1 i rre t r ansact i on, and 
processing transaction based on content... 

Alerting Abstract ...time transaction. Transaction is processed based on 
content in transaction and priority of transaction. An automatic 
response is output to transaction initiator, in respect of non real -time 
transaction based on transaction... 

. . . USE - For processi ng t ransact i ons in cal I processi ng syst em such as 
automatic call distributors (ACDs). 



Original Publication Data by Authority 



CM gi nal Abst ract s: 

...a Glial i t y of Service (CCS) with each received transaction. The control 
syst em i s capable of queuing a received transaction in a transaction 
queue if no agents are available to process the received transaction 
. A hi ghest priority transaction is removed from the transaction 
queue when an agent becomes available to process a new transaction. > 
Basic Derwent V\eek: 200427 
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0013242480 - Drawing available 
\API ACC NQ 2003-327627/200331 
XRPX Acc No: N2003-261908 

Computer readable recorded rredi urn st or es instructions for assigning value 
based on corrbi ni ng pol i cy speci f yi ng manner i n whi ch dat a i s t o be 
cont r i but ed 

Patent Assignee: LUCENT TECHNCLGGI ES I NC (LUCE) 

I nventor: DCNG Q HULL R B; KUM^R B; LLI RBAT F; SI IVCN E; SU J; ZHOU G 
Patent Farri I y (1 patents, 1 countries) 
Pat ent Appl i cat i on 

Number Kind Date Number Kind Date Update 

US 6499023 B1 20021224 US 1999253274 A 19990219 200331 B 

Pri ori ty Appl i cat i ons (no. , kind, date): US 1999253274 A 19990219 

Pat ent Det ai I s 

Number Kind Lan Pg Dwg Filing Notes 

US 6499023 B1 EN 82 40 

AI ert i ng Abst ract US B1 

NOVELTY - The program has several corrput at i onal rules associated with 
data i t errs for contributing values t o t he data item The final value is 
assigned t o t he data i t em based on combining policy which specifies the 
manner which data is to be contributed to the data item 

DESCRI PTI ON - I N DEPENDENT CLAI WB are i ncl uded f or t he f ol I owi ng: 

1 . corrput er syst ern 

2. rret hod for assigning values to data items. 

USE - Used in customer call center , e- cornier ce, business applications 
f or assi gni ng pr i or i t y. 

ADVANTAGE - Provides powerful and flexible technique for evaluating data 
i t errs based on combination factors. Enables easy mai nt ai nence and 
modi f i cat i on of syst em 

DESCRI PTI ON OF DRAW NGS - The figure shows the flowchart for assigning 
val ue to dat a i t em 

Ti 1 1 e Terns/ 1 ndex Ter rrs/ Addi t i onal Words: COVPUTER; READ; RECORD; MEDIUM. 
STORAGE; I NSTRUCTI ON; ASSI GM; VALUE; BASED; CGVBI NATI ON; SPECI FI ED; 
MANNER; DATA 

a ass Codes 

I nt er nat i onal a assi f i cat i on ( + At t r i but es) 
I PC + Level Value Position Status Version 

G06Q-0030/ 00 A I R 20060101 

H04M-0003/51 A I R 20060101 

H04M- 0003/ 523 AN R 20060101 

G06Q-0030/ 00 C I R 20060101 

H04M-0003/50 C I R 20060101 

US a assi f i cat i on, Issued: 706046000, 345335000, 707517000 

Fi I e Segment : EPI ; 
DWI Class: T01 

Manual Codes ( EPI / S- X) : T01-F02C; T01-H05B; T01-N02B1; T01-S03 

AI er t i ng Abst r act ...USE- Used in customer call center , e-corrrrerce, 
business applications for assigning priority... 



Original Publication Data by Authority 



Original Abstracts: 

...includes the det er rri nat i on of whether such tasks are eligible for eager 
evaluation, and whether the tasks are unneeded or necessary for the 
processing of the received event . Workflows which satisfy described 
design properties allow for i rrproved algorithms for the det er rri nat i on of 
t he whet her t asks ar e el i gi bl e, eager . . . 
Basic Derwent Wfeek: 200331 



r eser v. 
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Dl ALOG( R) Fi I e 350: Derwent \API X 
(c) 2008 The Thomson Corporation. All rts. 

0013012209 - Drawing available 
\API ACC NQ 2003-090491/ 200308 
XRPX Acc No: N2003-071467 

Corrrruni cat i on events routing syst em f or Internet, solicits authors of 
events in queue through interactive voice response unit to make value 
contribution in exchange for data queue advancement 

Pat ent Assi gnee: GENESYS TELECOM LAB I NC ( GENE- N) ; PHI LCNENKO L ( PHI L- 1 ) 

I nvent or : PHI LCNENKO L 

Patent Farri I y (2 patents, 1 countries) 

Pat ent Appl i cat i on 

Number Ki nd Dat e Number Ki nd Dat e Updat e 

US 20020131399 A1 20020919 US 199824825 A 19980217 200308 B 

US 1999366434 A 19990802 
US 2002116427 A 20020403 
I2 20041005 US 2002116427 A 20020403 200465 E 



US 6801520 
Pr i or i t y Apf 



cat i 



US 



Pat ent Det ai I s 

Number Ki nd 

US 20020131399 A1 



i ng Not es 

-Pof application US 199824825 

- P of application US 1999366434 

- P of pat ent US 6044146 



AI er t i ng Abst r act US A1 

NOVELTY - An interactive voice response ( I VR ) unit enables 
bi di r ect i onal corrrruni cat ion wi t h aut hor s of event s i n a queue ( 69) . A 
processor processes the events in queue according to routing rules. The 
authors of the communication events are solicited through the I VR unit 
t o make a val ue cont r i but i on i n exchange f or advancement i n t he dat a queue. 

DESCRI PTI ON - An I NDEPENDENT CLAI Mis i ncl uded f or comruni cat i on event s 
processi ng met hod. 

USE - For routing communication events such as e-mails, telephony 
events , instant messages, voice Internet protocol event, chat, voice chat, 
t hr ough I nt er net . 

ADVANTAGE - By making value contribution t o t he host of the routing 
system, the communication events are routed efficiently to improve user's 
routing status and priority assignment in the priority queue. 

DESCRI PTI ON OF DRAW NGS - The f i gur e shows t he bl ock di agr am i I I ust r at i ng 
a cal I wai t i ng queue. 

69 Cueue 

Ti 1 1 e Terns/ 1 ndex Terms/ Addi t i onal Wbrds: CCMVUNI CATE; EVENT; ROUTE; SYSTEM 
; QUEUE; THROUGH; I NTERACT; VOI CE; RESPOND; UNI T; VALUE; CCNTRI BUTE; 
EXCHANGE; DATA; ADVANCE 

a ass Codes 

I nt er nat i onal a assi f i cat i c 
US a assi f i cat i on, I ssued: 
379266020 

Fi I e Segment : EPI ; 
D\API CI ass: T01 

Manual Codes (EPI/S-X): T01-C08A; T01-N02A3B; T01-N02B1 



Corrrruni cat i on events routing syst em f or Internet, solicits authors of 
events in queue through interactive voice response unit to make value 
contribution in exchange for data queue advancement 

Al er t i ng Abst r act ... NO/EL TY - An interactive voice response ( I VR ) 

uni t enabl es bi di r ect i onal corrrruni cat i on wi t h aut hor s of event s i n a queue 
(69). A processor processes the events in queue according to routing 
rules. The authors of the corrrruni cat i on events are solicited through the 
I VR uni t t o make a val ue cont r i but i on i n exchange f or advancement i n t he 
dat a queue. . . . USE - For rout i ng corrrruni cat i on event s such as e- mai I s, 
telephony events , instant messages, voice Internet protocol event, chat, 
voice chat, through Internet... 

. . . ADVANTAGE - By rraki ng val ue cont r i but i on to t he host of t he rout i ng 
system, the communication events are routed efficiently to improve user's 
routing status and priority assignment in the priority queue... 

Original Publication Data by Authority 



Original Abstracts: 

A routing syst em i s disclosed for routing communication events . The 
system comprises at least one data queue for queuing incoming events ; 
at least one interaction rrechani sm f or enabling bi-directional 
communication with authors of events in queue; and a processor for 
processing events in queue according to routing rules. In a 
preferred embodiment authors of the communication events are solicited 
t hr ough t he at I east one i nt er act i on rrechani sm t o make a val ue 
contribution in exchange for advancement in... 

...A routing syst em i s disclosed for routing communication events . 
The system comprises at least one data queue for queuing incoming 
events ; at least one interaction rrechani sm f or enabling bi-directional 
communication with authors of events in queue; and a processor for 
processing events in queue according to routing rules. In a 
preferred embodiment authors of the corrrruni cat i on events are solicited 
through the at least one interaction mechanism to make a val ue 
contribution in exchange for advancement in the data queue. 
Q ai rrs: 

Wiat is claimed is:<b>1</b>. A routing syst em for routing communication 

events corrpr i si ng: at least one data queue for queuing i ncorri ng 
events ; at least one interaction rrechani sm f or enabling bi-directional 
communication with authors of events in queue; anda processor for 
processing events in queue according to routing r ul es; char act er i zed in 
that authors of the communication events are solicited through the at 
I east one i nt er act i on rrechani sm t o make a val ue cont r i but i on in exchange 
for advancement in the data queue... 

...Wiat is claimed is:1. A routing systemfor routing communication 
events corrpr i si ng: at least one dat a queue for queuing incoming events; at 
least one interaction rrechani sm f or enabling bi-directional communication 
with authors of events in queue ; and a processor for processing 
events in queue according to routing r ul es; char act er i zed in that 
authors of the communication events are advanced in the data queue in 
exchange f or a val ue cont r i but i on made i n r esponse to a sol i ci t at i on by 
the at least one interaction rrechani sm > ... 
Basic Derwent Week: 200308... 
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(c) 2008 The Thomson Corporation. All rts. reserv. 

0013010896 - Drawing available 
\API ACC NG 2003- 089164/ 200308 
XRPX Acc No: N2003- 070220 

MjI t i - rredi a t r ansact i on message r out i ng met hod i n net wor k- based 
corrrruni cat i on system involves queuing request generated on receipt of 
respective transaction messages by integrated rrechani sm i n queue engine 

Patent Assignee: ASPECT CCMVUNI CATI CNS CCRP (ASPE-N) 

I nvent or : LELE N W\ IVERRELL T; SI KORA S E; TAHI LI ANI R; YEUNG HM Yl P B L 
Patent Farri I y (1 patents, 1 countries) 



Pat ent Appl i cat i on 

Nurrber Ki nd Dat e Nurrber Ki nd Dat e Updat e 

US 6449646 B1 20020910 US 1998172182 A 19981013 200308 B 



Pri ori ty Appl i cat i ons (no. , kind, date): US 1998172182 A 19981013 
Pat ent Det ai I s 

Nurrber Ki nd Lan Pg Dwg Fi I i ng Not es 

US 6449646 B1 EN 20 10 

AI ert i ng Abst ract US B1 

NCVELTY - The queue requests generated upon receipt of respective 
transaction massages by the corresponding processing systems, are queued by 
an i nt egr at ed rrechani sm i n a queue engi ne ( 44) and al I ocat ed t o a r esour ce. 
The transaction messages from the queue engine are allocated t o t he 
respective resource agents, in accordance with the rules associated with 
the respective agents. 

DESCRI PTI CN - An I NDEPENDENT CLAI Mis i ncl uded for corrput er readabl e 
rredi umstoring rrulti - rredi a t r ansact i on message rout i ng pr ogr am 

USE - For r out i ng rail t i - rredi a t r ansact i on message such as f acsi rri I e 
message, telephone call, e-mail, web chat request, also for video 
conf er enci ng sessi on, I P t el ephone cal I , text chat session, net wor k sessi on 
and non-call work event such as case tracking received by or transmitted 
from transaction processing syst em, such as automatic call distributor 
( ACD) , call center , telephone call processing device, private branch 
exchange ( PBX) , web server, f acsi rri I e server, e-mail server, switch, 
router and hub, in net wor k- based corrrruni cat i on system 

ADVANTAGE - The transaction messages of different types are serviced by a 
single resource allocator that distributes the messages from the queues to 
t he r esources. 

DESCRI PTI CN CF DRAW NGS - The figure shows the block diagram of the queue 
engi ne. 

44 Cueue engi ne 

Ti 1 1 e Terns/ 1 ndex Ter rrs/ Addi t i onal Wbrds: MJLTI ; MEDIUM TRANSACT! CN; 
MESSAGE; ROUTE; METHCD; NETVCRK; BASED; CCMVUNI CATE; SYSTEM CUEUE; 
REQUEST; GENERATE; RECEI PT; RESPECTI VE; I NTEGRATE; MECHANI SM ENQ NE 

Q ass Codes 

International a assi f i cat i on (Main): H04Q- 003/ 64 

US a assi f i cat i on, Issued: 709226000, 709224000, 379265000 

Fi I e Segment : EPI ; 

DWI Class: T01; WJ1 ; WJ2 

Manual Codes ( EPI / S- X) : T01-N01D1; T01-N02A3B; T01-S03; WJ1-A06E1; WJ1-B03A 
; WJ1-C02G3; WJ1-C05B1; WJ1-C05B2; WJ1-C05B4; WJ2- F08 

Al ert i ng Abst ract . . . vi deo conf erenci ng sessi on, I P t el ephone cal I , t ext 
chat session, network session and non-call work event such as case 
tracking received by or transmitted from transaction processing syst em, 
such as automatic call distributor (ACD), call center , telephone call 
processing device, private branch exchange (PBX), web server, f acsi rri I e 
server, e-mail server, switch, router and hub, in net wor k- based. . . 

Original Publication Data by Authority 



Original Abstracts: 

. . . exarrpl e a t el ephone cal I , e- mai I , web chat r equest , vi deo conf er enci ng 
session, or non-call event , includes a queue engine and a transaction 
message router . The queue engine provides an integrated mechanism for 
queuing transaction messages of varying transaction types... 
Basic Derwent Week: 200308 
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0012808485 - Drawing available 
VNPI ACC NQ 2002-665557/ 200271 
XRPX Acc No: N2002- 526533 

Pre- routing software syst em has rrodul e that deter rri nes pr e- 1 r eat rrent of 



received i ncorri ng events based on set 

Patent Assignee: GENESYS TELECOM LAB 
l_nvent or_: PETRCVYKH Y 

32 count i 



NC ( GENE- N) ; PETRCVYKH Y ( PETR- 1 ) 



Pat ent 






Appl i cat i on 
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Pri ori ty Appl i cat i ons (no., kind, date): US 1997795680 A 19970206; US 
1997998268 A 19971224; US 2000599045 A 20000621; US 200279328 A 
20020219 

Al erti ng Abstract US A1 

NCVELTY - The network interfaces receive the i ncorri ng events and an 
engine parses the electronic messages and documents according t o t he set 
rules. A rrodul e determines a pr e- 1 r eat ment of the received events based on 
t he set r ul es. 

DESCRI PTI CN - I N DEPENDENT CLAI MS ar e i ncl uded f or t he f ol I owi ng: 



1 . Pr e- r out i ng ser ver : 

2. Net wor k event s pr e- 



and 

rout i ng met hod. 



USE - For treating incoming network events according to important event 
i n corrrruni cat i on cent er net wor k and t he syst em i s i nt egr at ed wi t h exi st i ng 
routing and message treatment systems e.g. e-mail routing syst em and IP 
voi eel I i ne- message rout i ng syst em 

ADVANTAGE - Uses mi ni mum par si ng and rule comparison in order to 
determine pre- routing options for events effectively. 

DESCRI PTI CN CF DRAW NGS - The f i gur e shows t he f I owohar t i I I ust r at i ng 
server adapter process in e-mail processing center. 



a ass Codes 

I nt er nat i onal a assi f i cat i on ( + At t r i but es) 
I PC + Level Value Position Status Version 

US a assi f i cat i on, Issued: 709206000, 709201000, 709238000, 709240000, 
379265020 

Fi I e Segment : EPI ; 
D\API Class: T01; WJ1 
Manual Codes ( EPI / S- X) : 



T01-N02A3B; T01-N02B; WJ1-A06E1; WJ1-C05B4A 



Cri gi nal Ti 1 1 es: 

... System apparatus and method for pre- routing network events 



Syst em and apparatus for pre- routing network events 

Syst em and apparatus for pre- routing network events 

work events pre- 

n order to 



Alerting Abstract ...Pre- routing server; and Net 
r out i ng met hod. . . 

. . . ADVANTAGE - Uses rri ni mum par si ng and r ul e corrpar i son 

determine pre- routing options for events effectively 

Original Publication Data by Authority 



Original Abstracts: 



A pr e- r out i ng sof t war e systemfor tr eat ing incorring network events 
according to event irrportance prior to agent-level routing in a 
corrrruni cat i on center network is disclosed. The syst em i ncl udes at least one 
net wor k i nt er f ace. . . 

...and documents, at least one corrrruni cat i on interface for enabling 
corrrruni cat i on with connected routing, queuing, and automated response 
syst errs, and a det er rri nat i on rrodul e f or det er rri ni ng pr e- 1 r eat rrent of 
received events. In preferred application... 

. . . A pr e- rout i ng sof t war e syst em f or t r eat i ng i ncorri ng net wor k event s 
according to event importance prior to agent-level routing in a 
corrrruni cat i on center network is disclosed. The syst em i ncl udes at least one 
net wor k i nt er f ace. . . 

...and documents, at least one corrrruni cat i on interface for enabling 
corrrruni cat i on with connected routing, queuing, and automated response 
syst errs, and a det er rri nat i on rrodul e f or det er rri ni ng pr e- 1 r eat rrent of 
received events. In preferred application... 

... A pr e- rout i ng sof t war e syst em f or t r eat i ng i ncorri ng net wor k event s 
according to event importance prior to agent-level routing in a 
corrrruni cat i on center network is disclosed. The syst em i ncl udes at least one 
net wor k i nt er f ace. . . 

...and documents, at least one corrrruni cat i on interface for enabling 
corrrruni cat i on with connected routing, queuing, and automated response 
syst errs, and a det er rri nat i on rrodul e f or det er rri ni ng pr e- 1 r eat rrent of 
received events. In preferred application... 
Q ai rrs: 

A pr e- r out i ng sof t war e syst em f or t r eat i ng i ncorri ng net wor k event s 
according to event importance prior to agent-level routing in a 
corrrruni cat i on center network corrprising: at least one network interface 
for receiving incorring events... 

...and documents; at least one corrrruni cat i on interface for enabling, 
corrrruni cat i on with connected routing, queuing, and automated response 
syst errs; and a det er rri nat i on rrodul e f or det er rri ni ng pr e- 1 r eat rrent of 
received events; <b>char act er i zed in t hat </ b>. . . 

. . . Wiat i s cl ai rred i s: <b>1 </ b>. A pr e- r out i ng sof t war e syst em f or 
treating incorring network events according to event irrportance prior to 
agent - 1 evel routing i n a corrrruni cat i on cent er net wor k corrpr i si ng: at 
least one network interface for receiving incorring events... 

...and documents; at least one corrrruni cat i on interface for enabling 
corrrruni cat i on with connected routing, queuing, and automated response 
syst errs; and a det er rri nat i on rrodul e f or det er rri ni ng pr e- 1 r eat rrent of 
received events; characterized in that... 

...characterized in that according to the result of parsing corrrruni cat i ons 
are either terminated, routed to automated response syst errs, or routed 
to agents having appropriate skills to respond.... 
Basic Derwent Vveek: 200271... 
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Wl ACC NQ 2000-195714/200017 
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Investment research automation software for providing dynarri c context 
svu t chi ng t hrough rail t i pi e i nvest rrent anal ysi s t ool s 

Patent Assignee: GENESYS TELECOM LAB I NC ( GENE- N) ; HARVEST TECHNOLOGY I NC 

( HARV- N) ; SHTI VELM^N Y ( SHTI - 1 ) 
I nvent or : CHOY H C; Dl Rl K A; M\SCN R K V; SHTI VELM^N Y 
Patent Farri I y (4 patents, 84 countries) 
Pat ent Appl i cat i on 

Nurrber Kind Date Nurrber Kind Date Update 
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A 20000228 AU 199953352 A 19990803 

A1 20050106 US 1998128273 A 19980803 

US 1999438675 A 19991112 

US 2004901620 A 20040728 

B2 20060321 US 1998128273 A 19980803 

US 1999438675 A 19991112 

US 2004901620 A 20040728 



Al ert i ng Abst ract VO A1 

NCVELTY - The investment tools (122) display predefined type of 
investment dat a speci f i c t o t he investment tool. Each investment tool has a 
computer executable process that receives data context froma navigator 
( 1 02) , r et r i evi ng the t ype of dat a speci f i c to the i n vest men t t ool and 
def i ned by t he dat a cont ext , and di spl ays the r et r i eved dat a i n one user 
i nt er f ace t errpl at e sel ect ed by a user . 

DESCRI PTI CN - Each investment tool also includes the user interface 
t errpl at e for sel ect i vel y di spl ayi ng i nvest ment dat a of a pr edet er rri ned 
type. The navigator includes a user interface (100) for displaying a 
listing of domains (103). Each domain includes financial instruments. The 
navigator also has a computer executable process for receiving a user 
selection of at least one displayed domain. The computer executable process 
of the navigator creates dat a cont ext corresponding t o t he financial 
instrument within the user selection. 

An I NDEPENDEISTT CLAI Mis al so i ncl uded a corrput er i mpl ement ed met hod f or 
organizing and presenting investment data. 

USE - For pr ovi di ng dynarri c cont ext swi t chi ng t hr ough mil t i pi e i nvest ment 
analysis tools and integrated creation, storage and retrieval of investment 
r ecorrrrendat i ons. 

ADVANTAGE - Reduces the time necessary to r evi ew i nvest ment information. 
Cbt ai ns a sof t war e t hat adapt s to the wor kf I ow of an i nvest ment 
professional. Provides facilities for documentation of investment decisions 
i n t he cont ext of i nvest ment dat a. 

DESCRI PTI CN CF DRAW NGS - The figure shows the user interface of the 
investment research automation software. 

100 User i nt erf ace 

102 Navi gat or 

103 Dorrai ns 

1 22 I nvest ment t ool s 
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Fi I e Segment : EPI ; 
DWI Class: T01 

Manual Codes ( EPI / S- X) : T01-J05A1; T01-J12B; T01-S03 



CM gl nal Ti 1 1 es: 

Emergency call load management for call centers 



...Emergency call load management for call 
Original Publication Data by Authority 



Original Abstracts: 



An emergency call load handling system in a call network has an 
interactive voice response ( I VR ) unit associated with a 

swi t chi ng appar at us to whi ch cal I s may be di ver t ed i n speci al condi t i ons, 
such as during emergencies... 

... a cal I I oad t hr eshol d exper i enced by the swi t chi ng appar at us or f or a 
specific destination. The I VR unit in some cases negotiates with 
callers for priority to further route calls , and may play pre 
-recorded messages. Low priority calls are typically disposed of to for 
fire stations, hospitals, government emergency handling centers and... 

...cases rules may be amended i n r eal t i me by use of data network 
connections between call centers and the SCPs involved . 



...An emergency call load handling system in a call network has an 
interactive voice response ( I VR ) unit associated wi t h a swi t chi ng 
apparatus to which calls may be diverted in special conditions, such 
as during emergencies or disasters when calls to... 

... a cal I I oad t hr eshol d exper i enced by the swi t chi ng appar at us or f or a 
specific destination. The I VR unit in some cases negotiates with callers 
for priority to further route calls , and may play pre- recorded 
messages. Low priority calls are typically disposed of to for fire 
stations, hospitals , government emergency handling centers and the 
like. In some cases rules may be amended in real t i me by use of data 
network connections between call centers and the SCPs involved. 



Q ai ms: 

. . . net wor k- 1 evel transaction I oad- handl i ng system corrpr i si ng: r out i ng 
intelligence in a network for receiving, processing, prioritizing and 
routing i ncorri ng transactions to a destination ; andat least one 
intelligent peripheral in the network corrmmi cat i ng with the routing 
intelligence for negotiating with a transaction initiator to 
ascertain priority of the transaction ; char act er i zed in that the routing 
intelligence monitors transaction loading for individual destinations, 
and transactions are prioritized or otherwise selectively processed 
using specific prograrrmed rules based upon a specific input provided to 
the routing unit wi t h or following the transaction , and selected 
transactions determned to have priority based upon the input and 
prograrrmed rules are routed to their original destinations, and further 
characterized in that transaction selection and prioritization may be 
at least partly based on negotiation with the transaction initiator by 
the at least one net wor k- 1 evel intelligent peripheral. ...Basic Derwent 
V\eek: 1 999VD US001 7644 
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WI ACC NQ 2000-686761/200067 
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2000-365206; 2000-365812; 2000-365821; 2000-411438; 2000-422526; 

2000- 482374; 2000-490708; 2000-549337; 2001-283696; 2001-408324; 

2001- 432682; 2001-537686; 2002-240188 
XRPX Acc No: N2000- 50781 1 

a i ent sel f - hel p syst em i n rail t i rredi a corrrruni cat i on cent er , updat es 

sel f - hel p wi zar d pr esent ed in gr aphi c i nt er f ace aut orrat i cal I y in avai I abl e 

information based on client transaction history with enterprise 

Pat ent Assi gnee: BECK C C M ( BECK- 1 ) ; BERKE J M ( BERK- 1 ) ; GENESYS TELECCM 

LAB I NC (GENE-N); JCHNSTCNE J A (JCHN-I); KNUFF C D ( KNUF- I ) ; MACLEOD 
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Patent Farri I y (15 patents, 89 countries) 
Pat ent Appl i cat i on 
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AU 200034708 
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Al er t i ng Abst r act VO A2 

NCVELTY - An operating syst em i ncl udes outward facing corrmmi cat i on 
interface for accepting corrmmi cat i on from clients and for presenting a 
di spl ay f or connect ed cl i ent . An i nt er act i ve sel f - hel p wi zar d pr esent ed i n 
graphic interface i n t he display and configured to selected client is 
per i odi cal I y and aut orrat i cal I y updat ed i n avai I abl e i nf or mat i on accor di ng 
to client transaction history with the enterprise. 

DESCRI PTI CN - A rredi a sel ect ion i nt er f ace i s pr esent ed i n gr aphi c 
i nt er f ace, by whi ch t he connect ed cl i ent may sel ect par t i cul ar rredi a f or 
receiving help and indicate the nature of help desired. An INDEPENDENT 
CLAI Mis al so i ncl uded f or sel f di r ect ed and pr ovi di ng met hod t o cl i ent s. 

USE - For providing rredi a independent self help wizard modules presented 
as par t of cust orrer i nt er f ace associ at ed wi t h rail t i rredi a corrrruni cat i on 
cent er . 

ADVANTAGE - Allows customer to solve specific product or service related 
pr obi errs without taxing enterprise resource by providing self help wizard 
through which connected resources such as interactive voice response 
units ( I VR ) and other automated services can be accessible. 

DESCRI PTI CN CF DRAW NGS - The f i gur e shows the rail t i rredi a corrrruni cat i on 
cent er . 

Ti 1 1 e Terns/ 1 ndex Ter rrs/ Addi t i onal Wbrds: CLI ENT; SELF; HELP; SYSTEM, 
CCMVUNI CATE; UPDATE; PRESENT; GRAPHI C; I NT ERF ACE; AUTO/ATI C; AVAI LABLE; 
I NFOFJVATI CN; BASED; TRANSACTI CN; HI ST CRY 

Q ass Codes 

International a assi f i cat i on (Main): QD6F-017/60 
I nt er nat i onal a assi f i cat i on ( + At t r i but es) 
I PC + Level Value Position Status Version 

Fi I e Segment : EngPI ; EPI ; 
CWPI Class: T01; P85 

Manual Codes ( EPI / S- X) : T01-C02B1; T01-F05G5; T01-J11C2; T01-J30 

Alerting Abstract ...taxing enterprise resource by providing self help 
wizard through which connected resources such as interactive voice 
response units ( I VR ) and other automated services can be accessible... 

Original Publication Data by Authority 



Cri gi nal Abst ract s: 

In a roil t i rredi a call center (MVCC) operating through an operating 
systern aclient - speci fic self-help wizard is provided for act i ve cl i ent s 
and updat ed. . . 

... or IP addr ess I i st ed f or t he cl i ent , and i nt er act i vi t y wi I I t hen be 
through an interactive voice response unit. Help information 
speci fic t o a cl i ent is updat ed in t he cl i ent ' s wi zar d per i odi cal I y 
accor di ng to ongoi ng t r ansact ion... 

...In a rail t i rredi a call center (MVCC) operating through an operating 
systern a client - specific self-help wizard is provided for active 
cl i ent s and updat ed per i odi cal I y wi t h i nf or mat i on r el at ed to... 

... or IP addr ess I i st ed f or t he cl i ent , and i nt er act i vi t y wi I I t hen be 
through an interactive voice response unit. Help information specific 
t o a cl i ent is updat ed i n t he cl i ent ' s wi zar d per i odi cal I y accor ding to 
ongoing transaction history with the MVCC. The... 

...In a roil t i rredi a call center (MVCC) operating through an operating 
syst em. a cl i ent -speci fic sel f - hel p wi zard i s provi ded f or act i ve 
cl i ent s and updat ed per i odi cal I y wi t h i nf or mat i on r el at ed to cl i ent 
transaction history with the... 
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Ent erpri se- host ed nrul t i medi a t el ecorrrruni cat i on center, has processing layer 
that processes client transaction request to establish client 
corrrruni cat i on, according to enterprise rules 
Patent Assignee: GENESYS TELECOM LAB I NC ( GENE- N) 

I nventor: BECK C C M BERKE J M J CHNSTCNE J; J CHNSTCNE J A; KNUFF C D; 
M TCHELL R M POAERS J K; SI DELL M F 
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Al er t i ng Abst r act WD A1 

NOVELTY - A cl i ent - f aci ng rredi a pr ocessi ng layer receives 
: I i ent - i n i t i at ed transaction request and links clients and enterprise 



resources by several rredi a t ypes. A processi ng layer processes client 
transaction request to establish client corrrruni cat i on, according t o t he 

DESCRI PTI CN - The center (17) restricts all cont act s t o t he pr i nci pal 
rredi a interactive interface (61). The interface is capable of identifying 
the clients. The clients are offered corrrruni cat i on choices, after their 
identification. The principal rredi a interactive interface is an interactive 
voice - response ( I VR ) unit or the web page. An I INDEPENDENT! CLAI M i s 
also included for the method for controlling client rredi a access i n t he 
ent er pr i se- host ed t el ecorrmmi cat i on cent er . 

USE - Ent er pr i se- host ed rail t i rredi a t el ecorrmmi cat i on cent er connect ed t o 
internet or other digital network such as corrpany intranet. 

ADVANTAGE - Enabl es ut i I i zi ng agent ' s t i rre accor di ng to ent er pr i se r ul es 
within automated environment efficiently. Enables initialization of 
customer di al og vi a pr edi ct i ve di al i ng, e-mail push, aut omat ed r ecor ded 
messages, by using single set of outbound tool, reliably. 

DESCRI PTI CN CF DRAW NGS - The f i gur e shows rail t i rredi a corrrruni cat i on 
center enhanced with network operating system 

17 Center 

61 Media interactive interface 
Ti 1 1 e Terns/ 1 ndex Ter rrs/ Addi t i onal Wbrds: TELECCMVUNI CATI CN; PROCESS; LAYER 
; CLI ENT; TRANSACTI CN; REQUEST; ESTABLI SH; COVMJNI CATE; ACCORD; RULE 

a ass Codes 

International a assi f i cat i on (Main): H04M- 003/ 42 
I nt er nat i onal a assi f i cat i on ( + At t r i but es) 
I PC + Level Value Position Status Version 

US a assi f i cat i on, Issued: 370352000, 379088040, 709223000, 709238000, 
709218000, 709217000, 379265000, 379201000, 455403000, 455554000 

Fi I e Segment : EPI ; 
DWI Class: WJ1 

Manual Codes ( EPI / S- X) : WJ1-A06G3; WJ1-C02A7; WJ1-C02G3 
Cri gi nal Ti 1 1 es: 

. . . METHOD AND APPARATUS FOR SELECTI VELY PRESENTI NG MEDI A- OPTI CNS TO CLI ENTS 
OF A MJLTI MEDI A CALL CENTER 



...Method and apparatus for selectively presenting rredi a- opt i ons to clients 
of a roil t i rredi a call center . 



. . . METHOD AND APPARATUS FOR SELECTI VELY PRESENTI NG MEDI A- OPTI CNS TO CLI ENTS 
OF A MJLTI MEDI A CALL CENTER 

Al ert i ng Abst r act . . . ar e of f er ed corrrruni cat i on choi ces, af t er t hei r 
identification. The principal rredi a interactive interface is an interactive 
voice - response ( I VR ) unit or the web page. An INDEPENDENT CLAI M i s 
also included for the method for... 

Original Publication Data by Authority 



Cri gi nal Abst ract s: 

... A roil t i rredi a cal I cent er i ncl udes f aci I i t y f or st or i ng copi es of 
transactions associ at ed wi t h the call center in a dat a repository , 
relating the transactions according to specific criteria, and an 
i nt er act i ve i nt erf ace f or a user t o access. . . 

...string of identifiers representing the files, and to play the files, 
thereby reviewing the actual transactions . In a preferred embodiment 
text versions of non-text events may be prepared and related to the 
non-text stored files in a manner that the related text files may... 
a ai rre: 

... A met hod f or r ecei vi ng and r out i ng roil t i rredi a corrrruni cat i on event s 
in a rail t i rredi a- capabl e call center , and making recordings of the 
events available to users, comprising steps of; (a) storing both 
text -based and non- 1 ext - based events involving the call center in a 
data r eposi t or y; ( b) preparing a text version of non- text communication 
events; (c) storing the text versions in the data repository related to 
the non-text versions;(d) receiving notification of... 



...non-text event by the user and the text-based version of the non-text 
event is rrirrored and routed t o t he agent along with notification of 
the i ncorri ng event ;(e) relating the stored files in one or more serial 
strings according to relational criteria; and(f) providing an interactive 
display interface on a corrput er video monitor, the interface adapted for 
displaying identifiers of the stored files, the identifiers... 
. . . Basi c Derwent Vvfeek: 1999VD US0020259 
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Automatic transaction processing system for order processing from customer 
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AI er t i ng Abst r act VO A1 

NCVELTY - An event generator (18) in communication with set of 
transaction objects (16), generates an event notification indicating 
that an event has occurred. An event processor (24) generates an action 
object specifying one or more actions to be executed, in connection with 
the business transaction , based on event notification. An action server 
(28) executes the action specified by the action object. 

DESCRI PTI CN - An I NDEPENDENT CLAI Mis al so i ncl uded f or aut orrat ed 
transaction processing method. 

USE - For automatic handling order processing f r om cust orrer s. 

ADVANTAGE - Facilitates order taking, invoicing and shipping procedures 
on ent er pr i se- wi de basis. Can be readily customized to meet user's needs as 
initially installed. Provides processing syst em t hat can be operated on a 
wide variety of digital data processing syst ern f r om rrai nf r arres to 
workstations and to personal computers. 

DESCRI PTI CN CF DRAW NGS - The f i gur e shows t he bl ock di agr am of t he 
automated transaction processing system 
16 Transaction obj ect s 
18 Event generator 
24 Event processor 
28 Act i on ser ver 

Ti 1 1 e Ter rre/ 1 ndex Ter ms/ Addi t i onal W>r ds: AUTO/ATI C; TRANSACTI CN; PROCESS; 
SYSTEM, ORDER; CUSTOMER 

Q ass Codes 

International a assi f i cat i on (Main): GD6F-017/60 

Fi I e Segment : EPI ; 
DW>I CI ass: T01 

Manual Codes ( EPI / S- X) : T01-J05A 

...NCVELTY - An event generator (18) i n comrruni cat i on wi t h set of 
transaction objects (16), generates an event notification indicating 
that an event has occurred. An event processor (24) generates an action 
object specifying one or more actions to be executed, in connection with 
the business transaction , based on event notification. An action server 
(28) executes the action specified by the action object. 
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Original Abstracts: 

Systems and rret hods for automated transaction processing utilize 
modifiable tables that define significant events in transaction 
flow and that define actions to be taken in response to those 
events . In addition to facilitating customization of the automated 
processing actions and sequences, syst errs and methods... 
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Related to Provisional US 199877157 



Al ert i ng Abst ract GB A 

NOVELTY - The rret hod identifies transaction servers as and when they 
become available to process transactions . For each server, and for each 
priority level (401) within that server, it is determined (402) whether 
assigning a transaction server to any transaction type of a specific 
priority level is necessary to meet the level goal for that type. If so, 
(403) the identified server is assigned to it. After the identified server 
has completed this task, it is r e- i dent i f i ed as being available to process 
t r ansact i ons. 

DESCRIPTION - If the server is not assigned, the method moves onto the 
next pr i or i t y I evel . 

I NDEPENDENT CLAI ft£ are i ncl uded for: 

1 . an apparatus for distributing transaction servers to process 
transactions of differing types; 



USE - For al I ocat i ng t r ansact i on servers resources, especi al I y i n 
telephonic call centers . 

ADVANTAGE - Ivbre effective management of call server resources, by 
routing the tasks as they come in to the first available server, 
instead of allocating specific servers. 

DESCRI PTI ON OF DRAW NGS - The f i gur e shown is a f I ow di agr am of t he st ep 
necessary to assign a server to one of the priority levels. 



401 Wbve from highest priority level to lowest 

402 Cffer server for level to transaction type 

403 Is the offer accepted 

404 Q f er next priority level 



TRANSACTI CN; METHOD; ALLOCATE; 
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DWI Class: T01 

Manual Codes ( EPI / S- X) : T01-H01B3; T01-H07C5S; T01-H07P; T01-J05A2; T01-S03 
Transaction prioritization method e.g. for allocating servers 



Al ert i ng Abst r act ... NCVELTY - The met hod i dent i f i es t r ansact i on ser ver s 
as and when they become available to process transactions . For each 
server, and for each priority level (401) within that server, it is 
determined (402) whether assigning a transaction server to any transaction 

type of a specific priority level is necessary to meet the level goal 
for t hat type. I f so, (403) t he. . . 

. . . USE - For al I ocat i ng t r ansact i on ser ver s r esour ces, especi al I y in 
telephonic call centers . 



. . . ADVANTAGE - IVbr e effective management of call server resources, by 
routing the tasks as they come in to the first available server, 
i nst ead of al I ocat i ng speci f i c ser ver s. . . 

. . . CF DRAW NGS - The f i gur e shown is a f I ow di agr am of t he st ep necessar y 
to assign a server to one of the priority levels 

Original Publication Data by Authority 



Original Abstracts: 

...distributing transaction servers to process transactions of a nurrber of 
different types is provided. The transaction types are organized into two 
or more priority levels ordered from highest to lowest. Each priority 
level has one or more tr ansact ion types. In the facility, a service level 
goal at t r i but i on syst em at t r i but es a ser vi ce I evel goal . . . 
Q ai rrs: 

...syst em for distributing transaction servers to process transactions of a 
plurality of different types, the transaction types being organized 
i nt o a pi ur al i t y of pr i or i t y I evel s order ed f r om hi ghest t o I owest , 
each priority level having one or more transaction types, each 
t r ansact i on t ype f ur t her havi ng a ser vi ce I evel goal r ef I ect i ng t he I evel 
of service sought for transactions... 

...they become available to process t r ansact i ons; f or each identified 
transaction server, in response to the identification of the transaction 

server:for each priority level, from the highest priority level to 
the lowest priority level, until the identified transaction server is 
assigned to process a transaction of a selected t ype: det er rri ni ng 
whet her assi gni ng the i dent i f i ed t r ansact i on ser ver t o a t r ansact i on of any 
of the transaction types of the priority level is necessary to meet 



the service level goal for that transaction type; if it is det er rri ned 
t hat assi gni ng the i dent i f i ed t r ansact i on ser ver t o a t r ansact i on of any of 
the transaction types of the priority level is necessary to rreet 
the service level goal for that transaction type, assigning the 
identified transaction server to process a transaction of one of the 
transaction types of the priority level; and after the assigned 
transaction server has corrpl et ed processing of the transaction to 
which it was assigned, r ei dent i f yi ng the assigned transaction server as 
being available to process additional t r ansact i ons, such that, for 
transaction types of a higher priority level relative to transaction 

types of a lower priority level, an available transaction server 
cannot be assigned to process a transaction of the transaction 
type of the lower priority level when the service level goal for the 
transaction type of the higher priority level is not being 
satisfied, thus ensuring that transaction servers are distributed in a 
manner that satisfies service level goals for transaction types in 
order fromthe transaction types of the highest priority level toward 
the transaction types of the lowest priority level. 
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Al ert i ng Abst ract EP A2 

NCVELTY - The relationships among call types are structured into an 
inheritance hierarchy, and a dialog manager uses the hierarchy and the 
output of the spoken language understanding module, to generate a set of 
serrant i cal I y consi st ent t ask obj ect i ves. 



DESCRI PTI CN - The dialog manager syst em uses an inheritance hierarchy of 
task-types or services. The hierarchy is used by the dialog manager to 
gener at e a semant i cal I y consi st ent corrbi nat i on of cal I or t ask- 1 ypes i n t he 
f or m of Boolean formula. The Boolean formula is used by the dialog manager 
to determine if it is necessary to ask clarifying questions, ask for 
further information required to complete the transaction and determine in 
what order to ask the questions. The formula is obtained through a Boolean 
formula minimization process, and always yields a mini mum and consistent 
corrbi nat i on of cal I or t ask t ypes. I INDEPENDENT!" CLAI M3 ar e i ncl uded f or a 
syst em f or i nt er pr et i ng a r equest and i nt er act i ng wi t h a user in order t o 
i mpl ement one or mor e t ask obj ect i ves; a syst em f or i nt er pr et i ng a cal I er ' s 
r equest i n conversat i on wi t h a cal I er in order t o i mpl ement cal I rout i ng 
obj ect i ves. 

USE - I nt er pr et i ng r equest f r om user and i mpl ement i ng one or rror e t ask 
obj ect i ves. 

ADVANTAGE - □ al og manager infers user's attention, detects presence of 
ambiguities based on task knowledge, constructs semant i cal I y consistent set 
of user's intention, and logically implements the users objectives. 

DESCRI PTI CN CF DRAW NGS - The dr awi ng shows an exarrpl e of cal I types and 
their associated attributes. 

310 Spoken language understanding module 

320 Inheritance hierarchy 

330 □ al og manager 

GENERATE; CCNSI STENT; I NPUT; 
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Manual Codes ( EPI / S- X) : T01-J05A; T01-J11A 

Al er t i ng Abst r act ... f or i nt er pr et i ng a cal I er ' s r equest in conversation 
wi t h a cal I er in order t o i mpl ement cal I rout i ng obj ect i ves. . . 

Original Publication Data by Authority 



Q ai rrs: 

... t ask obj ect i ves, the hi er ar chy i ncl udi ng a pi ur al i t y of cat egor i es of 
t ask obj ect i ves, each of t he t ask obj ect i ves bei ng assi gned a differ ent 
priority ;</br> identifying one or more of the task objectives fromthe 
user's input ;</br> determining an order of implementation of the 
i dent i f i ed t ask. . . 



. . . t ask obj ect i ves, t he hi er archy i ncl udi ng a pi ur al i t y of cat egor i es of 
t ask obj ect i ves, each of t he t ask obj ect i ves bei ng assi gned a differ ent 
priority ; i dent i f yi ng one or more of the task objectives fromthe user's 
i nput ; <b>char act er i zed by</ b>assi gni ng a scor e t o each of the... 

. . . speech and engagi ng i n conver sat i on wi t h a cal I er in or der t o i rrpl errent 
one or more call routing objectives, corrpr i si ng: an inheritance 
hierarchy module that establishes a hierarchy of call routing 
obj ect i ves, t he hi er ar chy i ncl udi ng a pi ur al i t y of cat egor i es of cal I 
routing objectives, each of the call routing objectives being assigned 
a different priority ;a Spoken Language Understanding Module that 
identifies one or more of the call routing objectives fromthe 
cal I er pr i rres speech; anda di al og manager that determines an order of 
implementation of the identified call routing objectives on the 
priorities assigned to each of the identified call routing objectives. 
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Automatic call distribution system distributing t r ansact i on bet ween 
agents at call centre - compares set of skill requirement data for 
transaction wi t h ski I I dat a f or agent telephones and selects one to process 
transaction, swi t chi ng ci rcui t responds t o di spat cher t o swi t ch t r ansact i on 
t o sel ect ed t el ephone 
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Al ert i ng Abst ract EP A2 

The aut omat i c cal I di st r i but i on syst em ( 1 00) has a t r ansact i on queue 
st or i ng a set of ski I I r equi r errent dat a f or t he t r ansact i on. A ski I I s 
inventory database stores a set of skill data for each of several agents. 

A t r ansact i on di spat cher corrpar es t he set of skill r equi r errent dat a f or 



the transaction with the ski I I data for the agent s (152 to 156) and selects 
one of t he agent s f or pr ocessi ng t he t r ansact i on. A swi t chi ng ci r cui t (120) 
responds t o t he dispatcher to switch the transaction to the selected agent. 

ADVANTAGE - Switch keeps track of exactly how long each agent has been 
idly waiting for their telephone to ring with inbound transaction, and 
ensures efficient utilisation of agents. Reduces amount of call handling 
by under -ski I I ed and over -ski I I ed agents. 

Ti 1 1 e Terns/ 1 ndex Ter rrs/ Addi t i onal Words: AUTQ/ATI C; CALL; Dl STRI BUTE; 
SYSTEM TRANSACTI CM; AGE NTT; CENTRE; CGVPARE; SET; SKI LL; REQUI RE; DATA; 
TELEPHONE; SELECT; CNE; PROCESS; SWTCH; CIRCUIT; RESPOND; DISPATCH 

a ass Codes 

I nt er nat i onal a assi f i cat i on ( + At t r i but es) 
I PC + Level Value Position Status Version 



H04M-0003/42 


A 


| F 


R 


200601 01 


H04M- 0003/ 493 


A 


N 


R 


20060101 


H04M-0003/50 


A 


I F 


B 


20060101 


H04M-0003/50 


A 






20060101 


H04M-0003/51 


A 


j F 


R 


20060101 


H04M- 0003/ 523 


A 




R 


20060101 


H04M-0003/ 60 


A 


I ' L 


R 


20060101 


H04M-0007/ 00 


A 


N 


R 


20060101 


H04Q-0003/58 


A 


I L 


R 


20060101 


H04Q-0003/ 66 


A 


I L 


B 


20060101 


H04Q-0003/ 66 


A 


I L 




20060101 


H04M-0003/42 


C 


I F 


R 


20060101 


H04M- 0003/ 487 


C 


N 


R 


20060101 


H04M-0003/50 


C 


I L 


B 


20060101 


H04M-0003/50 


C 




R 


20060101 


H04M-0003/ 60 


C 


I L 


R 


20060101 


H04M-0007/ 00 


C 


N 


R 


20060101 


H04Q-0003/58 


C 


I L 


R 


20060101 


H04Q-0003/ 64 


C 


I L 


B 


20060101 


H04Q-0003/ 64 


C 


I L 




20060101 


H04M-0003/50 


C 




B 


20060101 


H04Q-0003/ 64 


C 




B 


20060101 


Fi I e Segment : EPI ; 









DWI Class: T01; W)1 
Manual Codes ( EPI / S- X) : 
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Aut orrat i c cal I di st r 
agent s at cal I cent r 

Cf i gl nal Ti 1 1 es: 

... IVet hod and apparatus fo 
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but i on system distributing transaction between 



-based routing in a call center 



... IVet hod and apparatus for ski I I -based routing in a call center 



. . . ^THOD AND APPARATUS FOR SKI LL- BASED IN CALL CENTER 

Alerting Abstract ...The automatic call distribution system (100) has 
a t r ansact i on queue st or i ng a set of skill r equi r errent dat a f or the... 

...telephone to ring with inbound transaction, and ensures efficient 
utilisation of agents. Reduces amount of call handling by under - ski I I ed 
and over -ski I I ed agents. 

Original Publication Data by Authority 



Original Abstracts: 

An automatic call distribution ( ACD) system has a transaction queue 

f or st or i ng dat a i ndi cat i ng t he ski I I s and t he I evel s of t hese ski I I s t hat 
are required to process the calls at a call center . The ACD system 
al so has a ski I I s i nvent or y dat abase f or st or i ng dat a i ndi cat i ng t he ski I I s 
and the skill levels of each of the agents at the call center . The 
skills inventory database also stores data indicating the preferences and 
the preference levels of the call center management to have specific 



agent s pr ocess cal I s wi t h speci f i c skill r equi r errent I eve I s. The ACD syst em 
corrpar es. . . 

... by a cal I wi t h t he ski I I I evel s and/ or pr ef er ence I evel s of avai I abl e 
agents and distributes the call to the available agent that has the 
best skill and/ or preference match. A match... 

...is the I east over qual i f i ed agent . A mat ch i s best wi t h r espect t o 
preferences i f t he call center management most prefers that the agent 
handle the call . The call center management controls whether the 
ACD syst em consi der s skill matches, preference matches, or both. 
CI ai ms: 

1. An automatic call distribution syst em for distributing a 
transaction between a plurality of agents at a call center , said 
automatic call distribution syst em corrpr i si ng: </ br > a transaction 
queue, sai d t r ansact i on queue st or i ng a set of skill r equi r errent dat a. . . 

...An automatic call distribution system (110) for distributing a 
transaction between plurality of agents (152,154,156,158) at a call 
center , said automatic call distribution system (110) comprising: a 
t r ansact i on queue ( 202) , f or st or i ng a set of ski I I r equi r errent dat a. . . 
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I nt er- process cormruni cat i on in m cro- ker nel architecture data processing 
systemcontg. i nt er- process corrrruni cat i on subsystem- loading mcro- kernel 
into memory, forming two tasks, sending 1st task and message indicating 
that data is temporary to sub- system storing data in buffer area and 
making buffer area available for storage when reply from 2nd task is 
recei ved 
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AI er t i ng Abst r act EP A2 

A rri cr o- ker nel i s I oaded i nt o rrerror y ( 1 02) of a dat a pr ocessi ng syst em 
(100), cont g. an i nt er - pr ocess corrrruni cat i ons sub- syst em A first task and 
a second t ask ar e for rred. A f i r st message with the first taskissent to 
t he i nt er - process corrrruni cat i ons sub- syst em t o pr ovi de a dat a bl ock to t he 
second t ask. The f i rst message i ncl udes an i ndi cat i on t hat t he dat a bl ock 
is to be treated as terrporary data. 

A t errpor ar y dat a buffer is provi ded in the memory. The dat a block is 
st or ed in the t errpor ar y dat a buf f er ar ea havi ng a poi nt er addr ess wi t h 
the inter- process corrrruni cat i ons subsyst em and the pointer address is 
provided to the second task . A reply message is received at the subsystem 
f r om t he second t ask , maki ng t he buf f er ar ea avai I abl e f or t he st or age 
of other terrporary data. 

USE/ ADVANTAGE - Relates to data processing syst errs and to i rrpr overrent s in 
operating syst errs for data processing systems. 

USE/ ADVANTAGE - Terrporary data module manages i nt er - pr ocess corrrruni cat i on 
that rrust take place between many clients and servers in Mcro- ker nel 
Syst em in fast and efficient manner. 
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Alerting Abstract ...buffer is provided i n t he memory. The data block is 
st or ed in the t errpor ar y dat a buf f er ar ea havi ng a poi nt er addr ess wi t h 
the inter- process corrrruni cat i ons subsyst em and the pointer address is 
provided to the second task . A reply message is received at the subsystem 
f r om t he second t ask , maki ng t he buf f er ar ea avai I abl e f or t he st or age 
of other temporary data... 
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AI erti ng Abstract DE C1 

At each node, call handling and path searching are performed by 
switching units ( SU) connected to a ring ( RU) together with concentrators 
(TU) for line termination units ( LTU) . An active switching unit (SU-PM1) 
per f or ms al I corrrruni cat i ons wi t hi n the node and wi t h ot her nodes, and 
opt i mi si ng corrput at i ons. 

A st andby uni t ( SU- PhJ2) wor ki ng in par al I el act ual i ses only its dat a base 
for the adaptive search method in order to take over the tasks of the 



active unit when the latter fails. Any event influencing the topology 
instigates acorresp. round-robin message to the other nodes. 

USE/ ADVANTAGE - I n e. g. packet - swi t ched text and data networks, number of 
identical round- robin messages is reduced substantially in network 
possessi ng suf f i ci ent r edundancy t o cope wi t h f ai I ur e of i ndi vi dual I i nks. 
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Alerting Abstract ...At each node, call handling and path searching 
are performed by switching units ( SU) connected to a ring ( RU) together... 

...only its data base for the adaptive search method in order to take over 
the tasks of the active unit when the latter fails. Any event 
i nf I uenci ng the t opol ogy i nst i gat es a cor r esp. r ound- r obi n message to the 
ot her nodes. . . 
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Adaptive path search among network nodes maintaining topological data</br> 
At each node, call handling and path searching are performed by 
switching units ( SU) connected to a ring ( RU) together with concentrators 
( TU) f or I i ne t er mi nat i on. . . 

...only its data base for the adaptive search method in order to take over 
the tasks of the active unit when the latter fails . Any event 
i nf I uenci ng t he t opol ogy i nst i gat es a cor r esp. round- robi n message t o t he 
ot her nodes. . . 

...network data, routing tables for connection paths t o al I remaining 
network nodes are created. If an event that influences the network 
topology of the communication network occurs, on the one hand the... 
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...defined optimization criteria routing tables for connection paths t o al I 
remaining network nodes that are possible destination nodes; i f an event 
that influences the topology of the communication network occurs, updating 
network data maintained by a... 
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AI er t i ng Abst r act EP A 

The method involves loading a monitoring program and a second source 
program to be tested into the system A second object pr ogr am obt ai ned by a 
pr epr ocessi ng whi ch includes a call to a control routine at each 
executable row i s loaded. Monitoring processes are activated in any order 
according to the programs. 

Cccurred activation of the second process is signalled to the first 
process using a message stored in a message queue. Modalities to be 
followed i n t he further proceeding of the second process are signalled to 
the second process on detection of the first message by the first process. 

USE - For pr ogr am debuf f i ng and testing of correctness. @16pp 
Cwg. No. 5, 6/ 9) @ 

Equivalent Alerting Abstract USA 

The met hod corrpr i ses t he I oadi ng i n a dat a pr ocessi ng syst em of a 
monitoring program of at least a source program to be testing and of at 
least an object pr ogr am achi eved by the source pr ogr am t hr ough a 
preprocessing which includes, at each executable program row, a call to a 
control routine , i n t he independent activation of a monitoring process 
based on the monitoring program and of a process to be tested, based on the 
object program the two processes interacting by use of message queues. 

USE - Debugging and testing the correctness of programs. 
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... i nvol ves pre- pr ocessi ng whi ch i ncl udes call to control routine in 
independent activation of monitoring process and process to be tested 

AI er t i ng Abst r act ...tested into the system A second obj ect pr ogr am 
obt ai ned by a pr epr ocessi ng whi ch i ncl udes a cal I to a cont rol r out i ne 
at each executable row is loaded. Monitoring processes are activated in any 
or der accor di ng to... 



Equivalent Alerting Abstract ...by the source pr ogr am t hr ough a 
preprocessing which includes, at each executable program row, a cal I to a 
control routine , in the independent activation of a monitoring process 
based on the monitoring program and of... 
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Cri gi nal Abst ract s: 

...by the source pr ogr am t hr ough a preprocessing which includes, at each 
executable program row, a cal I to a control routine , i n t he independent 
activation of a monitoring process based on the monitoring program and of 
a pr ocess to be. . . 

...by the source pr ogr am t hr ough a preprocessing which includes, at each 
executable program row, a cal I to a control routine , i n t he independent 
activation of a monitoring process based on the monitoring program and 
of a process to be tested, based on the object... 
CI ai ms: 

...from said second source program, by a preprocessing which includes, at 
each execut abl e r ow a cal I t o a cont r ol r out i ne , </ br > - act i vat i on, 
through said first user term nal of a first moni t or i ng pr ocess based on 
said first monitoring program and activation of a... 

...from said second source program, by a preprocessing which includes, at 
each executable row, a cal I to a control routine (X-F),</br> 
act i vat i on, t h rough sai d f i r st user t er m nal of a f i r st moni t or i ng pr ocess 
based on said first monitoring program and activation of a second process 
executing said second object program, said activations occurring in any 
order, </br> - signalling by said second process to said first monitoring 
process, by rreans of . . . 

...said first monitoring process managing break points which stop the 
execution of said second object program at predetermined points and said 
cont r ol r out i ne (X- F) havi ng t he t ask to wr i t e sai d first queue ( Q1 ) , 
to read said second queue ( C8 ) and to detect the presence or 
absence of break points operation which includes in said source prograrn at 
each execut abl e r ow, a cal I t o a cont r ol rout i ne , corrpr i si ng t he st eps 
of: activating through said first user terminal first monitoring process 
based on. . . 

...said object prograrn said activations occurring in any order, signaling 
by said second process to said first monitoring process by rreans of a 
f i r st message st or ed in a f i r st message queue t he occur r ence of the... 
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Al ert i ng Abst ract EP A 

A wai t i ng I i ne is used causi ng no di f f i cul t y f or pr i or i t y cal I s. Ther e i s 
a tremory el errent si rrpl y I ocat ed in the wai t i ng line sel ect ed, wi t h an ent ry 
indicator and an exit indicator for each one of them The entry of an 
appl i cat i on i s achi eved sol el y by a br anch pr ocess i n a sub- pr ogr arrrre of 
t he memory el errent . 

The actual processing involved can be sub- divided into sections so that 
the syst em can receive other applications for t i rre that have urgency. 

ADVANTAGE - Pr ocessi ng t i rre of a corrput er syst em i s used ef f i ci ent I y. 

Ti 1 1 e Terns/ 1 ndex Terms/ Addi t i onal Words: HANDLE; REAL; Tl ME; APPLY; 

COVPUTER; PROCESS; ACHI EVE; ENTER; SCLE; BRANCH; SUB; PROGRAMVE; MEMORY; 
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a ai rrs: 

...1. Method for handling job calls , caused by the individual 
processes of a data processing system to one of the processes , in 
which the job calls are entered in a queue assigned t o t he 
process level of the process to be called, in a data processing system 
- having a plurality of process levels ( PZE0 ... PZE7) graded 
accordi ng t o pr i or i t i es t o whi ch t he cal I abl e processes ar e assi gned i n 
accordance wi t h t hei r priority predetermned by the real -ti rre conditions to 
be. . . 

. . . syst em r el at ed or pr ogr am r el at ed, that signify interrupt levels, 
divided according to priorities in the same way, for job calls to the 
processes correspond, pr ogr am r el at ed job calls being entered in queues 
(\AS-ME, V\S- SVC) , - having means ( I DEC) for monitoring and evaluating 
the priority level of the events signifying a job call for one of the 

processes , and - having rreans for forwarding the job call having the 
highest priority level in each case to the associated process , if 
necessar y wi t h si rail t aneous i nt er r upt i on of a cur r ent process i ni t i at ed 
ear I i er by a j ob cal I . . . 

...the individual process levels (for exarrpl e PZE0 to PZE7) , of which each 
queue only accepts job calls having the sarre priority level and can be 
i dent i f i ed di r ect I y on the basi s of t he cal I i nst r uct i on ( XQOLxx ) 
i nvoki ng t he j ob cal I , - i n t hat t he ent ry of t he i ndi vi dual j ob 
calls (\AR) into the queues of said queue syst em is effected by the 
respective process ( PZi ) invoking the job call, - i n t hat the tremory 
elements (EL...) f or rri ng the respective queue have in each case a 
control entry ( AD- UP1 / UPEI NK) which can be addressed directly by an entry 
pointer ( EPxy) , and which, in the case of a subsequent memory el errent 
that can be occupied by a job call (V\R), poi nt s t o t he st ar t f i el d of an 
entry subroutine (UP1) contained in every... is continued, - i n t hat in 
the case of handling, the removal and forwarding of a job call ( \AR) , 
terrporarily stored in a queue , t o t he associated process is executed 
by a par t of t he oper at i ng pr ogr am ( BP) f or med by a pi ur al i t y of short 
program sections that cannot be interrupted in each case , and - in 
that the acceptance of interrupt messages (INT) of high- priority 
t i me- cr i t i cal processes for the removal of job calls to lower- priority 

processes is made possible between the pr ogr am sect i ons in each case by 
releasing the means ( I DEC) for the monitoring of the interrupt events. 



